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The aim of this research is to study the factors and 
issues and identify the possibility of Penang 
International Airport whether need to relocate.The 
study was conducted by distributing questionnaires to 
undergraduate students who are mostly from 
University Utara Malaysia who had experienced the 
flight from or to Penang International Airport. By 
using descriptive and case studies analysis, the 
relationships between the independent and dependent 
variables were identified.The research’s goal is 
designed to make clarification about the relocation of 
Penang airport to the new location and the study of 
relocation of Penang airport issue can be a learning 
paradigm for the future generations to enhance their 
knowledge and management skills as well. 
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1.0  INTRODUCTION 
1.1  Research Background 
Malaysia consists of 16 domestic airports and 5 
international airports to serve the demand of air 
services weather for travel of passengers or freight 
movement. One of the international airports is Penang 
International Airport (PIA). PIA was also known as 
Bayan Lepas International Airport when officially 
opened in June 1979. Currently, the airlines servicing 
Penang International Airport are MAS, AirAsia, 
Firefly, Cathay Pacific, Thai Airways International, 
Wings Air, Silk Air, China Southern Airlines, China 
Airlines, Jetstar Asia, Tiger Airways and Sriwijaya 
Air. However, according to the statistic from Penang 
International Airport official website, in 2003 some 
2.3 million passengers used Penang International 
Airport and in 2011 this had already increased to 
nearly 4.6 million passengers. The huge increasing of 
demand causes PIA has no longer effort from 
capacity or workload aspect. Since the renovation and 
expansion conducted, many issues occurred related to 
the relocation of PIA. These matters was brought up 
by politician, or the public, the continuous expansion 
and renovation of PIA, it would be better if PIA 
relocation to other place. Yet, each time the matter of 
relocating or closing the international airport came 
up, it appeared that the sense to such a plan had not 
been fully evaluated, particularly the impact it would 
have on the Penang’s air transport or industrial 
sectors. Therefore, our research is planned to identify 
the feasibility and impact on PIA whether the 
relocation valid or not. 
1.2 Scope 
In order to accomplish our research objectives, it was 
conducted based on some relevant scopes. This 
research looking through into the extent to which this 
relocation of Penang airport can be done or not and 
also the impact that the airport management and the 
users if the relocation is done or not. 
1.3  Problem Statement 
The main aim of the study is to analyze the factors 
and issues that influence the relocation of Penang 
International Airport. This is due to the relocation of 
Penang Airport plays an important role towards the 
airline industry. The relocation of Penang Airport will 
impact the major operating of airline industry. , this 
research explores that relocation of Penang Airport 
were influenced by factors such as availability of 
relocation site, capabilities of existing airport capacity 





1.4  Research Question 
 What are the relationship between 
availability of relocation site and the 
relocation of Penang International Airport? 
 What is about relationship between 
capabilities of existing airport capacity and 
the relocation of Penang International 
Airport? 
1.5  Objectives 
 To study the factors that influence the 
Penang International Airport should or 
should not to relocate. 
 To identify the factors that contributes to the 
relocation of Penang International Airport. 
 
1.7  limitations 
This research faces constraints in terms of time 
because of the time given to do this research only in a 
semester.In this study, also face problems in terms of 
getting information for research. This is because the 
information obtained for this research is limited and 
not many. 
 
2.0  LITERATURE REVIEW 
 
2.1  Background of study 
2.2.1  Penang International Airport 
Penang International Airport, previously known as 
Bayan Lepas International Airport, is situated in the 
Bayan Lepas area that at southeast of Penang Island, 
Malaysia. The airport is located 16 km (9.9 mi) away 
from George Town, the capital city of Penang. 
Penang International Airport is a medium-sized 
airport with good connections to major cities in South 
East Asia. The airport serves as the main airport for 
the northern region of Malaysia. In 2010, over 4 
million passengers used Penang International Airport. 
43,621 aircraft movements were registered. Penang 
International Airport is the third busiest airport in the 
country, right after Kuala Lumpur International 
Airport and Kota Kinabalu International Airport. In 
NCER economic region, there is a proposal to build a 
new bigger and modern passenger and cargo terminal. 
An additional runway is also planned to cater 
increasing air traffic.In the Mini-budget announced 
by Prime Minister NajibTunRazak, who is also the 
Finance Minister, on March 10, 2009, RM250 million 
has been allocated for the expansion of the airport. 
Currently, Malaysia Airports operates and manages a 
diverse range of 39 airports, from the global airport 
hub of KLIA to short take-off and landing ports 
(STOL ports)  in the remote parts of Sabah and 
Sarawak (Malaysia Airport Annual Report, 2011). 
2.2.2 Malaysia Airports Holdings Berhad 
(MAHB) 
Malaysia Airports Holdings Berhad is a Malaysian 
airport company that manages most of the airports in 
Malaysia. The firm was recently awarded the duty to 
manage airports in international destinations. It has its 
head office in the Malaysia Airports Corporate Office 
in the PersiaranKorporat KLIA in Kuala Lumpur 
International Airport, Sepang, Selangor. The main 
airport is the KL International Airport (KLIA). KLIA 
is the result of a visionary strategy to meet the needs 
of new large aircraft and the traffic demand of the 
21st century.Currently, Malaysia Airports operates 
and manages a diverse range of 39 airports, from the 
global airport hub of KLIA to short take-off and 
landing ports (STOL ports)  in the remote parts of 
Sabah and Sarawak (Malaysia Airport Annual Report, 
2011). 
2.2.3  Penang State 
Penang is the second smallest Malaysian state in area 
after Perlis, and the eighth most populous. It is 
composed of two parts – Penang Island, where the 
seat of government is, and SeberangPerai (formerly, 
and occasionally Province Wellesley) on the Malay 
Peninsula. Highly urbanized and industrialized 
Penang is one of the most developed and 
economically important states in the country, as well 
as a thriving tourist destination. Its heterogeneous 
population is highly diverse in ethnicity, culture, 
language, and confessions. A resident of Penang is 
colloquially known as a Penangite. Getting to Penang 
both from within and outside Malaysia is easy as 
Penang is well-connected by road, rail, sea and air. 
Flights are available from Kuala Lumpur to Penang 
by local carriers such as Air Asia and Penang on the 
side of SeberangPerai is connected to the North-South 
Expressway (Lebuhraya Utara-Selatan), the 966-km 
long expressway which traverses the western part of 
Peninsular Malaysia linking major cities and towns. 
Despite the small area and geographic constraint, 
Penang is one of the most rapidly developing states in 








2.3  Relationship between Current Problems 
and Research Variables 
2.3.1 Airport Relocation 
The definition of relocation can be defined as the 
movement of a business from one region or location 
to another. The airport, the major service provided is 
air transportation, as the objective of gain profit, can 
be known as a business entity. In term of business 
relocation, there have several primary considerations 
which are the labor and work force issues, the desire 
to reach new markets, the need to upgrade facilities or 
equipment, the desire to lower costs or increase cash 
flow, and considerations about quality of life.Many 
older airport facilities are now outdated and require 
replacement. The decision to replace must be made 
based upon benchmarking with similar airport 
facilities (Pitt, KokWai, & Chai Teck, 2001). 
 
2.3.2 Capabilities of Existing Airport Capacity 
and Relocation Site 
According to Ashford and Wright (1992), before 
World War II, when air travel was still a relative 
rarity, aircraft were small and lightly powered, and 
even urban airports had few daily flights. Thus, the 
selection of a suitable site for an airport depends upon 
the airport size under consideration. However if such 
factors as required for the selection of the largest 
facility are considered the development of the airport 
by stages will be made easier and economical. 
Capacity is also used as a tool to differentiate 
deliberately on quality. By keeping some capacity 
idle, customers enjoy greater comfort when 
consuming a service. Additionally, setting aside 
capacity often provides improved customer 
satisfaction through lower waiting times. (Irene, 
Wirtz, Sheang Lee, 1999). 
2.3.3  Customer satisfaction 
Customer satisfaction, a term frequently used in 
marketing, is a measure of how products and services 
supplied by a company meet or surpass customer 
expectation. Jack (1995) stated that customer refers to 
any receiver of a product or service; may be internal 
or external (p. 658). Customer satisfaction is defined 
as "the number of customers, or percentage of total 
customers, whose reported experience with a firm, its 
products, or its services (ratings) exceeds specified 
satisfaction goals. It is commonly known that there is 
a positive relationship between customer loyalty and 
profitability (T. Bowen, 2001). It is seen as a key 
performance indicator within business and is often 
part of a Balanced Scorecard. In a competitive 
marketplace where businesses compete for customers, 
customer satisfaction is seen as a key differentiator 
and increasingly has become a key element of 
business strategy. 
2.3  Theoretical Framework 
 
 
There are several factors which influence the 
relocation of Penang international airport whether 
should be relocate or not. Modern airports, such as 
Changi in Singapore, provide a better and more 
efficient experience for travellers than some of the 
more cramped facilities that are found elsewhere in 
the world. The location of the airport is often a major 
factor in its efficiency (Pitt, KokWai, & Chai Teck, 
2001).The factor consists of issues of airport such as 
airport relocation, capabilities of airport capacity and 
site of airport and customer satisfaction. The 
researcher also measure about the issues based on the 
reliability and responsiveness. In the aspect of the 
reliability of this issue, the researcher measures the 
capabilities of airport capacity and site whether new 
area can accommodate more number of passengers. 
 
3.0  METHODOLOGY 
 
3.1  ResearchDesign 
This paper is using quantitative and qualitative 
research because both researches provide different 
perspectives to obtain data for study. Quantitative 
research tends to focus on measurement and proof. It 
is based on the premise that something is meaningful 
only if it can be observed and counted. While 
qualitative research can bring the real stories and 
perspectives of subjects into the academic arena. To 
conduct this research, few methods are using which 
are survey, descriptive study and case study analysis. 
Data collection was done by using survey method 
where questionnaire will be used. According to Uma 

















reformulated written set of questions to which 
respondents record their answer, usually within rather 
closely defined alternatives. 
3.2 DataCollection 
The data collection of the study was conducted by 
distributing questionnaires to respondents. Sekaran 
(2003) stated that a questionnaire is a pre-formulated 
written set of questions to which respondents record 
their answers, usually within closely defined 
alternative. 
3.3 Population and Sample 
A population is a collection of elements about which 
we wish to make an inference. Population refers to 
the entire group of people or element sharing some 
common set of characteristics or interest which the 
researcher wishes to investigate. In this study, the 
population refers to airport users who have 
experience travelling at the international Penang 
airport. 
Data are obtained from the elements of the sample 
and used in describing the population. Let the 
individual user be our sampling unit and the list of 
international Penang airport users be our frame. Then, 
the information obtained from these users will be 
used to make inference about user perception 
throughout the issue. 
Sampling frame refers to the elements of the target 
population (Sekaran, 2003). In this study, the data 
was collected from a sampling size of 90 Penang 
international airport users to analyze the factors and 
issues that influence the relocation of Penang 
International Airport in Malaysia. This is because the 
researcher faces time constraint and does not have 
sufficient time to collect a larger sample size. 
3.4 Sampling Technique 
Sekaran (2003) stated that through simple random 
sampling technique, all the elements in the population 
are considered and each element has an equal chance 
of being chosen as the subject. Hence, simple random 
method is the best sampling method since the 
researcher faces time and budget constraint. 
3. 5  Research instruments 
The tool for data collection is the most important 
aspect of a research project because the finding and 
conclusion that have been made is based on the data 
collection. The data was collected can be done by 
distributed questionnaire to the users of air transport, 
public and expert of airport. Questionnaires are an 
efficient data collection mechanism when the 
researcher knows exactly what is required and how to 
measure the variable of interest (Sekaran, 2010).   
3.6  Data Analysis Method 
Data analysis is the data gathered are statistically 
analyzed to see if the hypotheses that were generated 
have been supported (Sekaran.U, 2009). After all data 
are collect, it will be organize and analyze. For 
analysis of questionnaire given to the target 
responder, it will be analyze by using a computer 
programmer call Statistical Package for Social 
Sciences (SPSS). 
 
4.0  FINDING 
 
 
Based on the pie chart plotted, the highest percentage 
of airport service most not satisfied is airport 
facilities. 43.33% respondents (13 persons) are not 
satisfied with the Penang International Airport 
facilities. Then, 40% of respondents are not satisfied 
most with the customers services provided.  Hence, 
only 16.67% (5 persons) of respondents are most not 












Figure 4: Level of Satisfaction with Airport 






The pie chart showed that customer services 
contribute to high percentage of respondent 
satisfaction. 36.67% of respondents (11 persons) 
agreed that they are most satisfied with the customer 
services and 33.33% (10 persons) agreed that they are 
most satisfied with the airport facilities services. Only 
30% (9 persons) of respondents agreed that they are 
most satisfied with other airport services in PIA. 
 
The pie chart showed that customer services 
contribute to high percentage of respondent 
satisfaction. 36.67% of respondents (11 persons) 
agreed that they are most satisfied with the customer 
services and 33.33% (10 persons) agreed that they are 
most satisfied with the airport facilities services. Only 
30% (9 persons) of respondents agreed that they are 
most satisfied with other airport services in PIA. 
 
Based on the plotted pie chart, the researcher 
managed to locate and identify the services that need 
to be improved by the PIA in order to increase the 
customer satisfaction. 36.67% of respondents (11 
persons) agreed that airport facilities services need to 
be improved by Penang International Airport in order 
to increase the customer satisfaction. Meanwhile, 
33.33% of respondents agreed that in order to 
increase customer satisfaction, Penang International 
Airport need to be improved the customer services 
aspect. Only 30% of respondents (9 persons) agreed 
that other services should be improved in order to 
increase the customer satisfaction. 
 
Based on the column chart plotted, it showed that 
30% of respondents (9 persons) are feeling good 
when being in the Penang International Airport. 
Hence, 26.67% of them feel comfortable when being 
in the PIA. Otherwise, 23.33% of respondents (7 
persons) agreed that they feel crowd when being in 
the Penang International Airport. 4 respondents which 
consist of 13.33% of total felt uncomfortable and the 
rest 2 respondents (6.67%) had others feeling when 









Figure 5: The Services Provided 



















     Figure 7:  The Expected Factors to be 
Improved by Penang International Airport in 









Figure 8: The Enviroment in the Penang 





This figure shows about the satisfaction of available 
activities space of Penang International Airport. From 
the questionnaire, the entire 30 respondents (100%) 
are satisfied with the available of activities space at 
the Penang International Airport. There is no 
respondent choose no. 
 
From the questionnaire, it shows the majority of the 
respondents choose the airport lobby with 15 people 
(50 %) and arrival / departure hall with 10 people 
(33.3%) should upgrade or renovate. Meanwhile, 
check in/ out counter and parking lot shows the 4 and 
1 respondent with percentage 13.3% and 3.33% while 
shop lot and others answer have no respondent 
chosen. 
 
The pie chart shows the percentage of respondent’s 
opinion on the relocation of Penang airport. It shows 
a 5 of respondent agree about Penang airport should 
relocate and the rest of respondent shows disagree 
about Penang airport should relocate with 25 
respondents (83.3%). 
 
The figure shows expected relocation site of Penang 
International Airport. It shows the majority of 
respondents choose the urban area with 15 
respondents (50 %) and industrial zone with 7 
respondents (23.3%). Commercial district and 
tourism zone shows the same respondents and 
percentage with 4 respondents and (13.3%). 
Residential area and rural area has no respondent 
choose. 
The analysis of data obtain can be conclude as most 
of the respondents are satisfied with the Airport 
services provided by the Penang International Airport 
because the percentage of ordinary, good and very 
good is at 80%.%. While for the most satisfied and 
not satisfied customer services and airport facilities 
provided, the percentage from the feedback of 
respondents seems almost same which is 36.67% and 
33.33%, and 40% and 43.33%. 
While another conclusion for the capabilities of 
existing airport capacity and relocation site variable, 
over half which is 56.67% of respondents feeling 
good and comfortable with the environment when 
they visiting to Penang International Airport. The 
available of activities space in Penang International 
Airport is undeniable, because all of respondents are 
agreed with that.  There have half of the respondents 
which is 50% of them think that airport lobby should 
upgrade or renovate, but another half of respondents 
have different opinions. Next, there have majority 
which consists of 83.3% of respondents disagree that 
the relocation of Penang International Airport. 










Figure 9: Satisfaction of the Available Activities 
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Figure 11:    Respondent’s Opinion on Penang 











respondents choose urban area as the relocation site 
of airport. 
 
5.0 CONCLUSION & RECOMMENDATION 
 
5.1 Recommendation 
Although PIA obtain good reputation on the ability to 
provide services to customers, but, there still have 
customer complained. PIA should take the airport 
services and customer services into account into 
airport management planning. Customer’s 
satisfactions mainly come from the services provided 
by a business. Normally, the expected effective and 
efficient services are the primary factor consideration 
of customer to sustain their loyalty. Senior 
management of PIA should always sensitive of the 
airport services and customer services that 
performing by airport personnel. While airport is 
maintains the existing infrastructure, it does not allow 
for any improvements to incorporate new technology 
or to provide competitive facilities, the relocation is 
needed. Since the space for renovation is still 
available in PIA, and from opinion of customers, the 
researcher is not suggested PIA to relocate. This is 
because in FAA airport master planning point out the 
relocation of aviation services to a new site is 
involved a huge financial investment and many 
sectors will effect. However, the increasing of the 
aviation demand on PIA is the issues that must be 
concern. 
5.2  Future Work 
5.2.1  Extending the customer’s satisfaction 
based service of an airport 
 
The customer-satisfaction based service developed in 
this dissertation can be extended in several ways. 
Customer satisfaction is very crucial and important 
for the economic development and growth of an 
airport. The analysis obtained in the chapter 4 is a 
vivid demonstration of this fact. It shows that 
customer services are one of primary factors that can 
contribute to the whole frequency of visits by the 
airport users. Although the complete of the customer-
satisfaction based service of this uncertain knowledge 
is problematic (consider, for example, measuring 
satisfaction of customers), there are statistical 
measures that can and should be incorporated into 
real world airport management process. 
 
5.2.2 Developing practical applications of the 
results of this research. 
The results of this work can be applied to practical 
investigations in several ways. Some of these ways 
are discussed below. The most straightforward 
application is the development of a customer based 
services approach. As the airport users and the 
economic contributors of an airport, customers played 
an important role. Airport facilities are primary factor 
to attract and retain loyal customers. So, some 
renovation and amendment need to be conducted in 
airport facilities aspects to increase the customer 
satisfaction. The issue of relocation of PIA is 
statistically identified not necessary for the current 
situation. So, the future researcher should put more 
concern in investigating the types of airport facilities 
needed rather than relocation issues. 
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